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Abstract 
According to the EU definition, e-government implies smaller but smarter back-office and bigger and better front-office. 
Enhanced, cost-effective and efficient delivery of information and services is the e-government substance, when it is 
perceived by citizens and organizations. There has been a significant demonstration effect of the productive difference that  
e-government has made in developed economies in the delivery of services, provision of information and internal efficiency 
of the public administration. In developing countries, including Romania, governance reform agendas have included  
e-government projects that aim to reduce corruption, increase transparency and quality of service. Still, lot of initiatives 
happen at the local level of administration – in Romania we witnessed a competition between counties in moving forward in 
e-government implementation. 
This paper is based on a survey and examines organizations’ (1) attitude towards information and communication 
technologies, (2) relationship with the local public administration of Timis County, and (3) attitude and response on electronic 
delivery of information and services of local government. Organizations express their openness and interest in the electronic 
services, on one hand, and the lack of attraction for the local government website, on the other hand, therefore we will try to 
justify and find answers that may lead to a better delivery of government services and improved interactions. 
Overall, the study confirms that the delivery of qualitative information and services, user-orientation regarding information 
and services, efficiency and responsiveness of local public government and contributions of public organizations to the 
environmental sustainability are the critical factors that can improve e-government.  
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1. Introduction 
Public organizations represent the ensemble of organized structures created in society for the management of 
public affairs. Public organizations, in the bureaucratic sense that they have today, represent the only way of 
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social and economic organization of the State that can meet the challenges of modernity and of the digital 
economy we are living in (the large number of people, the diversity and complexity of human needs that must be 
satisfied). 
The notion of digital economy (Ciocoiu, 2012) refers particularly to the current transformation of economic 
activities as a result of using digital technologies that provide access, processing and storing information in a 
cheaper and easier way. Digital economy is characterized by an increased incorporation of knowledge regarding 
new products and services, increasing the importance of learning and innovating, as well as sustainable 
development. The development of e-businesses represents an important factor in boosting the growth and 
prosperity of a society.  
A comparative analysis made by Androniceanu (2012) is underlining a huge difference between the 
commercial electronic services and the e-government services, the second category being not enough oriented to 
the public and private customers needs and expectations. 
The worldwide development of electronic government was facilitated mainly by the rapid growth of 
information and communication technologies (Lee, 2010).  Governments try to improve their delivery of public 
services by using e-government, their main objectives being to improve the relationship with the citizens, by 
facilitating the communication between them and making public organizations more efficient, and saving money.  
The principles underlying these objective (Tikhomirov, 2012) mainly refer to transparency, equal access, 
efficient use of public funds, confidentiality, guaranteeing secrecy of personal data, ensuring information security, 
as well as the intention to phase out the direct contact between officials and citizens or organization. 
E-government services represent one of the most effective ways to fight corruption, a key factor of institutional 
transparency and credible regulation of the business environment. Also, besides a significant effect on the 
transparency of state institutions and credibility of the business environment, implementing e-government 
solutions improves the quality of information, reduces the time of its release, significantly diminishes the 
administrative costs for the state, as well as those generated by the regulations for citizens and businesses. 
(Meynhardt, 2009). Institutional transparency, regulation credibility and reducing costs of regulation and 
management represent a fundamental determinant of the competitiveness of an economy. (Andersen, 2004) 
Despite the fact that literature regarding e-government is continuously developing, the number of empirical 
researches worldwide is relatively a small one.   
Regarding Romanian local e-government landscape, the Public Administration Information System 
Professionals Association (ANIAP for short) has the merit to do the first detailed study of the local public e-
administration situation (www.aniap.ro). This analysis covered two consecutive years (2006 and 2007) and was 
focused on the following elements: hardware and communication infrastructure; human resource with IT skills; 
electronic services; transparency in decision making thru electronic means; information systems.  
Another comprehensive evaluation of Romanian local e-government was done by Stoica & Ilas (2009),  
165 cities being surveyed for four dimensions (security, usability, contents, services, and digital democracy), a 
global score resulting from their addition. The highest score was obtained by the website of Timisoara 
municipality (capital city of Timis County), the webpage of Bucharest (the country capital) coming very close 
after. If we look at e-Government scores by region of development, the same study shows scores over the national 
average obtained by West Region (counties of Timis, Arad, Caras-Severin and Hunedoara). 
Our paper aims to identify the critical factors for improving the e-government process, that are applied by the 
local public administration in Timis County, one of the highest rated counties in this field. Through the conducted 
survey we intended to determine the impact of information technologies upon organizations from Timis County 
area, to find out about the software technologies used in organizations, determine their relationship with the local 
public government as well as the impact of e-government on organizations. 
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2. Electronic services for an improved front-office 
As in the EU definition, e-government implies smaller but smarter back-office and bigger and better front-
office. Enhanced, cost-effective and efficient delivery of information and services is the e-government substance, 
when it is perceived by citizens and organizations. 
Managing and promoting public information and services through electronic means leads to a strong 
debureaucratisation of the administrative process, a reduction in administration costs and efficient use of public 
funds, a significant decrease of corruption, and a transformation of the public institutions' operating mode by 
using information technology. 
The principles (Tikhomirov, 2012) underlying the provision of public information and services electronically 
are: 
x transparency, respectively providing all those who interested in the public information and services; 
x equal access, non-discriminatory, to information and public services, including people with disabilities; 
x efficient use of public funds; 
x eliminating direct contact between officials at the counter and citizens or companies; 
x confidentiality of guaranteeing secrecy of personal data; 
x ensuring information security. 
A large spectrum of activities may be offered as e-government applications and delivered as electronic 
services (Capgemini et al. 2010), namely: income taxes, searching a job, social security benefits, personal 
documents, registering cars, applying for building permission, declaration to the police, public libraries access, 
birth and marriage certificates, enrolment in higher education, announcement of moving and health-related 
services, social contributions for employees, corporate taxes, value added tax, registration of a new company, 
submitting data to the statistical office, custom declaration, and environment related permits and public 
procurement. Table 1 presents the services that are related to citizens (12 of them), and those that target 
businesses (8 types of services). 
Table 1. Basic public services 
Citizen-oriented services Business-oriented services 
x income taxes; 
x searching a job; 
x social security benefits;  
x personal documents; 
x registering cars;  
x applying for building permission; 
x  declaration to the police; 
x public libraries access; 
x birth and marriage certificates; 
x enrolment in higher education; 
x announcement of moving; 
x health-related services. 
x social contributions for employees; 
x corporate taxes;  
x value added tax; 
x registration of a new company ;  
x submitting data to the statistical office; 
x  custom declaration; 
x environment related authorizations; 
x public procurement. 
 
Source: adapted from Digitizing Public Services in Europe: Putting ambition into action. (Capgemini et al. 2010). 
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3.   Research methodology 
The research is structured into three main directions regarding the interaction between the business 
organizations and public administration: (1) the overall attitude towards information and communication 
technologies, (2) the relationship with the Timis County local public administration, and (3) the attitude and 
reaction regarding electronic delivery of information and services at the local public administration level.  
During 2011 and 2012 we have surveyed business entities from Timis County area. The survey consisted in a 
questionnaire that addressed four different and important aspects, first the impact of information technologies on 
organizations, the second one concerned the software information technologies used by organizations, the third 
aspect revealed the interaction between organizations and the local public administration, and the fourth aspect 
concerned the electronic services. For the purpose of this paper, in the schema from the Fig. 1, we presented the 
sequence and the structure of the questionnaire. 
The sample consisted in a number of 124 organizations from Timis County area, most of them being small and 
medium sized organizations. The structure of the sample aimed at dividing the organizations after certain criteria: 
type of organization, capital, main activity, number of employees.  
Based on the structure of the sample on types of organizations, 1.61% of the interviewed organizations are 
natural individuals; 13.70% are joint stock organizations and 84.69% are limited liability organizations, this high 
percentage of limited liability organizations should not surprise us, due to the fact that in Romania most 
organizations prefer this type of organization. 
 
Fig. 1 The structure of the questionnaire 
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Regarding the capital structure of the organizations participating in the study, the questionnaire revealed that 
most of them have Romanian capital, respectively 67.76% of them, 18.54% of the organizations have foreign 
capital and only 13.70% of the respondents declared that they have mixed capital. 
Another criterion by which we have differentiated the business encountered in our sample was by the main 
activity. As Fig. 2 indicates, all activity sectors were covered in our data sample. 
 
 
Fig. 2 Sample structure based on main activity 
 
4. Data analysis and main findings 
The internet connectivity is present in almost all companies, still 3% of the total number of organizations 
participating in the study declared as not having yet an internet connection. From the connected companies, only 
65% use electronic services, such as e-banking or electronic payments (Fig. 3). 
At the category targeting the relationship between organizations and the local public government in Timis 
County, the most important aspects referred at the organizations degree of satisfaction regarding telephone 
contacting, e-mail contacting and the most common situations encountered in case of e-mail contact. 
As Fig. 4 depicted, the direct contact, face-to-face, at the offices and desks of the public institution, is still 
widely used. Also, the other traditional ways of communication, as phone and snail mail are frequently used. 
Although the phone is mostly utilized, the faster way – through the call center (969) is considerably less used 
(15%, by comparing to the 93% of the businesses that declared themselves as using the ordinary phone).  
 
 
Fig. 3 Internet connection and use of electronic services in surveyed organizations 
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Fig. 4 The means of communication used by surveyed business entities 
The same chart (Fig. 4) reveal that the moderns communication ways, very connected to the e-government 
concept – based on information and internet technology – seems to be less exploited. When questioned about the 
way they would preferred, the situation tends to incline more to the e-mail way, whereas the website and 
infokioks gets even less chosen. Regarding the preferred contact, is worth mentioning that the means placed in 
the “Top 3” when answered to the previous question, fell more than 10 percents, denoting the openness for the 
modern way of communication, thus –we may conclude – for e-government services implementation.  
At the question regarding “The level of satisfaction in contacting the local public government by e-mail”, 
4.03% of the respondents are very satisfied; 24.19% are rather unsatisfied; 42.74% declared that they are 
satisfied; 8.06% are totally unsatisfied, and surprisingly 20.96% of the respondents declared that they have not 
contacted the local public government by e-mail. This is a fact that should alarm us, because in a digital 
economy, all organizations are expected to use electronic services (Fig. 5). 
The situations encountered by organizations when they contacted by e-mail the local public government in 
Timis County were divided in two equal parts. Half of the respondents were satisfied, declaring that they have 
received the expected answer, properly, in a timely manner. On the other hand, the “not so rosy” half was divided 
between those that  have not received any answer (12.90%), those that affirmed that they have received the 
answer, but delayed (31.45%); and only 5.64% have not been understood by the local public government 
representative (Fig. 6). 
 
 
Fig. 5 Level of satisfaction regarding e-mail contacting the local public government 
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Fig. 6 Situation encountered by respondents in contacting the local public government by e-mail 
Another important topic analyzed in our study regards the delivery of public services and matters closely 
related to the modern concept of e-government. 
The “About e-governance” section of the survey begins with a general question regarding the familiarity of 
business managers with some basic e-government concepts. In this regard, based on the literature we have 
reviewed in order to develop the research study for e-governing in Timis County local public administration, we 
considered the following ones: e-governing, online public services, electronic democracy, online forum, blog, 
Internet voting (and/or online survey), infokioks (Fig. 7). Because this question was a multiple choice one and the 
respondents were allowed to select more than one checkbox, the percentages may add up to more than 100%. 
Noticeable is that electronic democracy is the less known concept, whereas online public services is known by 
almost all managers from our survey panel. 
The above-mentioned section of the survey continues with a group of four questions related to the website of 
the Timisoara city hall (Fig. 8). 
 
 
Fig. 7 Answers to the question regarding the familiarity with some basic e-government concepts 
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Fig. 8 The Timisoara city hall website popularity 
At the question “Did you know that the city hall has a website”, 95.97% of the respondents answered 
affirmative, while 4.03% of the respondents said that they did not know that the city hall has a website  
Although the web presence of the city hall is very well known, at the question “Did you visit the city hall’s 
website”, more than half of the respondents visited the site quite rare (65.32%), or even not at all (12.90%), while 
only 21.77% of the respondents answered that they have visited the site quite often; affirmed that they and of the 
respondents answered that they have never visited the city hall’s website (Fig. 9). 
 
Fig. 9 Interaction through website between Timisoara city hall and organizations 
The final aspect that we consider being very relevant and important for our study concerns the following 
question „If all requests/services of the public local government would be available on line, what would your 
company choose?”. Once again, the responses (Fig. 10) demonstrate that e-government has a promising 
perspective, in Timis – a representative county for the West side of Romania and we hope that for the entire 
country too. As Fig. 10 depicted, almost three quarters (70%) of the respondents would like the idea of online 
services, declaring that they would use them, since the security issues seems to be the biggest fear or concern for 
businesses (38%).  
 
Fig. 10 Organizations’ options on online services 
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5. Conclusions 
The primary mission of the government is to provide good services to the citizens and organizations in an 
effective and timely manner. In this respect, many e-government initiatives envision integrated services where 
the citizen or firm accesses various levels of government services through a single access point. The  
e-government projects specifically call for planning and promoting cooperation and information sharing among 
governmental agencies, and the private sector. 
However, the improvement of service delivery as a central initiative did not happen in Romania, the projects 
have moved to the local government, so the public sector reform is quite unequal, imbalanced from one region to 
another. 
Our study was focused on the local government of Timis County where access to government services in the 
classical manner is cumbersome, uncoordinated, and not customer friendly. The local government performed 
several initiatives involving various information access methods and service delivery. 
Information and communication technology (ICT) flood may be challenging for organization, creating even 
adaptation problems, as revealed by our study. We say adaptation problems because we live in an information 
technology era and things are developing very fast, so most of the times we do not have time to catch up with 
these developments.  
By all means, surveyed organizations are responsive at the ICT’s benefits and their essential role in modernize 
and increase internal efficiency. Despite the positive fact that most of the firms have internet access, we find out 
that only 65% of the respondents are using electronic services. The local government should do more in changing 
the perspective on local government, for example by promoting electronic services with a price cut policy. 
When 13% of questioned firms said that they have never visited the city hall’s website and only 22% of the 
respondents answered that they have visited the site quite often, the primary conclusion is that the local 
government has only the web presence and their website is either poor or not easy to use. An attentive website 
analysis is indicated. If it exposed only a collection of links to other websites or it has a deficient and obtuse 
structure, then the visitors will avoid it – keep in mind that more than 95% of respondents know about its 
existence. A proper website is more likely a portal and it is able to overcome the complexity of the delivery 
process of government services, transforming the function of local government website from simple presentation 
of information to applications of delivering services. 
Regarding the communication methods used to contact the local public government in Timis County, the 
surveyed organizations use both telephone and e-mail. The aspect revealed in the survey that should make us 
worry is the fact that a quite high number of organizations (12.90%) did not receive any answer and 31.45% of 
the respondents received an answer very late. These findings should motivate the local government to take some 
actions and to improve their communication methods. 
One of the most important findings of our research consists in the fact that organizations are willing to use 
electronic services, 70.16% of the respondent organizations affirmed that if all requests/ services of the public 
local government would be available on line they would use them, out of which 33.87% would use these services 
unreservedly, they are only waiting for the electronic service implementation. We consider that this good attitude 
combined with the strong capabilities of the current ICTs offer a strong premise for the implementation of a local 
government portal. The portal is a powerful tool for selecting and integrating the vast amount of information held 
by the local public administration and aggregates services into a single point of access website. 
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